CLAIMS 

What is claimed is: 

1. A computer-based method for managing delivering performance 
interventions in a contact center comprising: 

assigning a first priority to a first performance intervention and a second 
priority to a second performance intervention; 

determining a state of the contact center; 

comparing the state of the contact center to a state level; and 

responsive to the comparing step, if the state of the contact center is below 
the state level, delivering the first performance intervention. 

2. The computer-based method of Claim 1, further comprising the 
step of responsive to the comparing step, if the state of the contact center is above 
the state level, delivering the second performance intervention. 

3. The computer-based method of Claim 1, wherein the state of the 
contact center comprises a performance of the contact center. 

4. The computer-based method of Claim 1, wherein determining the 
state of the contact center comprises monitoring a call volume of the contact 
center. 

5. The computer-based method of Claim 1, wherein determining the 
state of the contact center comprises determining a performance of the contact 
center. 

6. The computer based method of Claim 1, wherein determining the 
state of the contact center comprises determining at least one of a service level, an 
abandonment rate, and a hold time. 
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7. The computer-based method of Claim 1, wherein determining the 
state of the contact center comprises forecasting the state of the contact center. 

8. The computer-based method of Claim 1, wherein determining the 
5 state of the contact center comprises forecasting the state of the contact center 

within twenty four hours of a current time. 

9. The computer-based method of Claim 1, wherein the step of 
determining comprises receiving the state from a component of the contact center. 

10 

10. The computer-based method of Claim 9, wherein the component of 
the contact center is operative to determine the number of contacts serviced by the 
contact center in an increment of time. 

15 11. The computer-based method of Claim 1, wherein assigning the first 

priority comprises setting a target time for completing the first performance 
intervention. 

12. The computer-based method of Claim 1, further comprising the 
20 steps of: 

determining an agent performance for each agent in a plurality of agents of 
the contact center; and 

selecting agents from the plurality of agents to receive the first 
performance intervention on the basis of the agent performances. 

25 

13. The computer-based method of Claim 12, wherein determining 
agent performances comprises ranking each agent in the plurality of agents, and 
wherein selecting agents further comprises selecting a first agent over a second 
agent if the first agent's rank indicates lower performance than the second agent's 

30 rank. 
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14. The computer-based method of Claim 1, further comprising the 
steps of: 

determining an agent parameter for each agent in a plurality of agents of 
the contact center; and 

selecting agents from the plurality of agents to receive the first 
performance intervention on the basis of the agent parameter. 

15. The computer-based method of Claim 14, wherein the agent 
parameter comprises at least one of a performance intervention assignment and a 
metric of agent performance. 

16. The computer-based method of Claim 14, wherein the agent 
parameter for each agent in a plurality of agents comprises a characterization of a 
benefit to the contact center from delivering the first performance intervention to 
the each agent, 

17. The computer-based method of Claim 14, wherein the agent 
parameter for each agent in the plurality of agents comprises a potential for the 
each agent in the plurality of agents to impact performance of the contact center. 

18. The computer-based method of Claim 1, further comprising the 
steps of: 

estimating whether delivering the first performance intervention to a first 
agent in the contact center will benefit the contact center more than delivering the 
first performance intervention to a second agent in the contact center; and 

responsive to the estimating step, delivering the first performance 
intervention to the first agent. 
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19. A method for selecting performance interventions to deliver to 
agents in a contact center comprising: 

specifying an intervention parameter for at least one performance 
intervention in a plurality of performance interventions; 

setting a state range corresponding to the intervention parameter; 
determining a state of the contact center; and 

if the state of the contact center is in the state range, selecting the at least 
one performance intervention for delivery to at least one of the agents in the 
contact center. 

20. The method of Claim 19, wherein the intervention parameter 
comprises a metric of performance intervention importance. 

21. The method of Claim 19, wherein specifying the intervention 
parameter comprises specifying a timeframe for delivering the at least one 
performance intervention. 

22. The method of Claim 19, wherein specifying the intervention 
parameter comprises assigning a target delivery time to the at least one 
performance intervention. 

23. The method of Claim 22, further comprising the steps of: 
forecasting if the at least one performance intervention will be delivered 

by the target delivery time; and 

if the forecast indicates that the at least one performance intervention 
might not be delivered by the target delivery time, modifying the state range. 
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24. The method of Claim 23, wherein modifying the state range 
comprises sending a notification to management of the contact center. 

25. The method of Claim 19, wherein the at least one of the agents 
comprises a first agent and a second agent, and wherein the method further 
comprises the step of determining an agent parameter for each of the first agent 
and the second agent, and wherein the selecting step further comprises selecting 
the at least one performance intervention for delivery to the first agent on the basis 
of the agent parameters. 

26. The method of Claim 25, wherein the agent parameter comprises at 
least one of a performance intervention assignment and a metric of agent 
performance. 

27. The method of Claim 19, wherein the at least one of the agents 
comprises a first agent and a second agent, and wherein the method further 
comprises the step of estimating whether delivering the at least one performance 
intervention to the first agent would benefit the contact center more that delivering 
the at least one performance intervention to the second agent, and wherein the 
selecting step further comprises selecting the at least one performance intervention 
for delivery to the first agent on the basis of the estimating step. 

28. The method of Claim 19, wherein the state of the contact center 
comprises at least one of a call volume, a monitored contact center performance, a 
forecast contact center performance, a compliance statistic, a hold time, a service 
level, and an abandonment rate. 

29. The method of Claim 19, wherein the intervention parameter 
comprises an intervention assignment. 
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30. The method of Claim 19, wherein setting the state range comprises 
entering a management input into a computer system in the contact center. 
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31. A method for delivering performance interventions to agents in a 
contact center comprising: 

determining a state of the contact center; 

receiving a state level; 
5 comparing the state of the contact center to the state level; 

selecting performance interventions for delivery to at least one of the 
agents in the contact center based on the comparing step; 

identifying a time-sensitive performance intervention for delivery in 
advance of a time; 

10 estimating if the time-sensitive performance intervention will be delivered 

in advance of the time based on the state level; 

if the estimating step indicates that the time-sensitive performance 
intervention will not be delivered in advance of the time, modifying the state 
level. 

15 

32. The method of Claim 31, wherein the state of the contact center 
comprises at least one of a service level, an abandonment rate, a hold time, and a 
call volume. 

20 33. The method of Claim 31, wherein the state level is set by a contact 

center manager. 

34. The method of Claim 31, wherein the time-sensitive performance 
intervention is designated time-sensitive by a contact center manager. 

25 
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35. A computer-based method for providing performance interventions 
in a contact center comprising: 

assigning a first priority to a first performance intervention and a second 
priority to a second performance intervention; 

receiving a contact center state and a contact center state level; 

comparing the contact center state and the contact center state level; and 

responsive to the comparing step, providing the first performance 
intervention at a first time and the second performance intervention at a second 
time. 

36. The computer-based method of Claim 35, wherein the contact 
center state level is designated by a contact center manager. 

37. The computer-based method of Claim 35, wherein the contact 
center state comprises at least one of a service level, an abandonment rate, a hold 
time, and a contact volume. 

38. The computer-based method of Claim 35, wherein the first 
performance intervention and the second performance intervention are provided to 
a delivery module. 
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39. A method for selecting performance interventions in a contact 
center comprising: 

receiving an intervention parameter for a performance intervention; 
determining if a state of the contact center is within a state range of the 
contact center; 

responsive to the determining step, selecting the performance intervention 
based on the intervention parameter. 

40. The method of Claim 39, wherein the intervention parameter 
designates the performance intervention as having a high priority. 

41. The method of Claim 39, wherein the selected performance 
intervention is delivered to an agent of the contact center. 



42. The method of Claim 39, wherein the selected performance 
intervention is delivered to an intervention delivery system in the contact center. 
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43. A computer-readable medium having computer-executable 
instructions for performing a method comprising the following steps: 

identifying an intervention parameter for a performance intervention; 
determining whether a contact center state is within a contact center state 
range; and 

responsive to the determining step, providing the performance intervention 
for delivery to an agent. 

44. The computer-readable medium of Claim 43, having computer- 
executable instructions for performing the following additional step: 

receiving the contact center state and the contact center state range from a 
workforce management component of the contact center. 

45. The computer-readable medium of Claim 43, having computer- 
executable instructions for performing the following additional steps: 

identifying a time-sensitive performance intervention for delivery in 
advance of a time; and 

if the time-sensitive performance intervention will not be delivered before 
the time based on the contact center state, modifying the contact center state 
range. 
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